Evaluating a case management service: a family perspective.
This article describes how a long-standing community-based case management service conducted a survey of clients and their family members. The overall objectives of the survey were twofold: to learn how best to undertake such a survey and to get feedback from service users about the strengths and limitations of the service with suggestions for improvement. A steering committee was established, comprising key stakeholders of the service: consumers, family members, case managers, and other service providers. Steering Committee members were actively involved in shaping the questions, designing the instruments, conducting parts of the survey, and preparing the report and recommendations for the board of directors. This article reports on the process of the survey, the findings of the survey of family members, and service modifications that were introduced as a result of family members' feedback. The benefits and significance of actively involving family members throughout the survey are discussed.